(d)  Funds to Be Deposited in Special Account. — The local service providers shall
collect the surcharge from their customers and deposit the moneys collected with the
State Treasurer, who shall maintain the funds in an inlcmsl-bearinF, nonreveru:;ﬁ
account. After consulting with the State Treasurer, the Commission shall direct how
when the local service providers shall deposit these moneys. Revenues from this fund
shall be available only to the Department of Health and Human Services to administer
the statewide telecommunications relay service program, including its establishment,
;Tmlion. and promotion. The Commission may allow the Department of Health and

uman Services to use up to four cents (4¢) per access Ihcmnomh of the surcharge
for the purpose of providing telecommunications devices for hearing impaired or speech
impaired persons, including those who also have vision impairment, through a
distribution program. The Commission shall such g:’i:'l;clinﬁ for the distribution
asrtdwnmﬂcmdmmc lic interest. the Commission and the
ublic Stafl may aspects of the telecommunications relay service program,
including the distribution programs, as n—dees&_ﬁihcy_@ with any public utility subject to
the lgl;nvuions of this Cha?:r Equipment pai with surcharge revenues, owed
Is:vy 1¢ Commission, may be distributed only by the Department of Health and Human
ervices.

(¢)  Administration of Service. — The Department of Health and Human Services
shall administer the statewide telecommunications relay service program, including its
establishment, operation, and promotion. The Department may contract out the
provision of this service for four-year periods to one or more service providers, using
the provisions of G.S. 143-129.

f)  Charge to Users. — The users of the telecommunications relay service shall be
charged their approved long distance and local rates for telephone services (including
ﬂmsurdmﬁ uired by this section), but no additional charges may be imposed for
the use of ay service. The local service providers shall collect revenues from the
users of the relay service for long distance services provided through the relay service.
These revenues shall be deposited in the special fund established in subsection (d) of
this section in a manner determined by the Commission after consulting with the State
Treasurer. Local service providers shall be compensated for collection, inquiry, and
Eﬂ}cr administrative services provided by said companies, subject to the approval of the

ommission.

(g2) Reporting Requirement. — The Commission shall, after consulting with the
Department of Health and Human Services, dcvclty: a format and filing schedule for a
comprehensive financial and o ional rt on the telecommunications relay service

rogram. The Department of Health and Human Services shall thereafter prepare and
ile these r%orts as required by the Commission with the Commission and the Public
gmﬂ'. The Department shall also be required to report to the Revenue Laws Study
ommittee.

(h)  Power to Regulate. — The Commission shall have the same power to regulate
the operation of the telecommunications relay service program as it has to regulate any
public utili‘z subject to the provisions of this Chapter.

(i) ireless Surc . — A CMRS

rovider. art of its monthly billin
process, must_collect the same surc]ga__rge i X W@H@Eﬂ]ﬁ
inder this section for each CMRS on. A RS provider mé ucta%

percent (1%) administrative fee from the total amount of surcharge collected. A CMRS
provider shall remit the surcharge collected. less the administrative fee. to the V reless
911 Board in the same manner and with the same frequency as the local service

viders remit the surcharge to the State Treasurer. The Wireless 911 Board shall remit
{Sc ds collected from the surcharge to the special account created under subsection
) of this section.”
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SECTION 2. This act becomes effective January 1, 2004, and applies to
bills issued on or after that date.
= 2m3lnﬁeGmeralAssaublymdthmﬁmmandmﬁﬁedthistbc 10" day of
uly, :

s/ Beverly E. Perdue
President of the Senate

s/ Richard T. Mmﬁm
Speaker of the House of Representatives

s/ Michael F. Easley
Governor

Approved 1:33 p.m. this 27" day of July, 2003

Senate Bill 939 Session Law 2003-341 Page 3
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§ 62-157. Telecommunications relay service.

(a)  Finding. — The General Assembly finds and declares that it is in the public interest to
provide access to public telecommunications services for hearing impaired or speech impaired
persons, including those who also have vision impairment, and that a statewide
telecommunications relay service for telephone service should be established.

(al) Definitions. — For purposes of this section:

(1) "CMRS" is as defined in G.S. 62A-21.

(2) "CMRS connection" is as defined in G.S. 62A-21.

(3) "CMRS provider" is as defined in G.S. 62A-21.

(4) "Exchange access facility” means the access from a particular telephone
subscriber’s premises to the telephone system of a local exchange telephone
company, and includes local exchange company-provided access lines, private
branch exchange trunks, and centrex network access registers, all as defined by
tariffs of telephone companies as approved by the Commission.

(5)  "Local service provider" means a local exchange company, competing local
provider, or telephone membership corporation.

(b) Authority to Require Surcharge. — The Commission shall require local service
providers to impose a monthly surcharge on all residential and business local exchange access
facilities to fund a statewide telecommunications relay service by which hearing impaired or
speech impaired persons, including those who also have vision impairment, may communicate
with others by telephone. This surcharge, however, may not be imposed on participants in the
Subscriber Line Charge Waiver Program or the Link-up Carolina Program established by the
Commission. This surcharge, and long distance revenues collected under subsection (f) of this
section, are not includable in gross receipts subject to the franchise tax levied under G.S.
105-120 or the sales tax levied under G.S. 105-164.4.

(c)  Specification of Surcharge. — The Department of Health and Human Services shall
initiate a telecommunications relay service by filing a petition with the Commission requesting
the service and detailing initial projected required funding. The Commission shall, after giving
notice and an opportunity to be heard to other interested parties, set the initial monthly surcharge
based upon the amount of funding necessary to implement and operate the service, including a
reasonable margin for a reserve. The surcharge shall be identified on customer bills as a special
surcharge for provision of a telecommunications relay service for hearing impaired and speech
impaired persons. The Commission may, upon petition of any interested party, and after giving
notice and an opportunity to be heard to other interested parties, revise the surcharge from time
to time if the funding requirements change. In no event shall the surcharge exceed twenty-five
cents (25¢) per month for each exchange access facility.

(d)  Funds to Be Deposited in Special Account. — The local service providers shall collect
the surcharge from their customers and deposit the moneys collected with the State Treasurer,
who shall maintain the funds in an interest-bearing, nonreverting account. After consulting with
the State Treasurer, the Commission shall direct how and when the local service providers shall
deposit these moneys. Revenues from this fund shall be available only to the Department of
Health and Human Services to administer the statewide telecommunications relay service
program, including its establishment, operation, and promotion. The Commission may allow the
Department of Health and Human Services to use up to four cents (4¢) per access line per month
of the surcharge for the purpose of providing telecommunications devices for hearing impaired
or speech impaired persons, including those who also have vision impairment, through a
distribution program. The Commission shall prepare such guidelines for the distribution
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program as it deems appropriate and in the public interest. Both the Commission and the
Public Staff may audit all aspects of the telecommunications relay service program, including
the distribution programs, as they do with any public utility subject to the provisions of this
Chapter. Equipment paid for with surcharge revenues, as allowed by the Commission, may be
distributed only by the Department of Health and Human Services.

(e) Administration of Service. — The Department of Health and Human Services shall
administer the statewide telecommunications relay service program, including its establishment,
operation, and promotion. The Department may contract out the provision of this service for
four-year periods to one or more service providers, using the provisions of G.S. 143-129.

(H Charge to Users. — The users of the telecommunications relay service shall be
charged their approved long distance and local rates for telephone services (including the
surcharge required by this section), but no additional charges may be imposed for the use of the
relay service. The local service providers shall collect revenues from the users of the relay
service for long distance services provided through the relay service. These revenues shall be
deposited in the special fund established in subsection (d) of this section in a manner determined
by the Commission after consulting with the State Treasurer. Local service providers shall be
compensated for collection, inquiry, and other administrative services provided by said
companies, subject to the approval of the Commission.

(2) Reporting Requirement. — The Commission shall, after consulting with the
Department of Health and Human Services, develop a format and filing schedule for a
comprehensive financial and operational report on the telecommunications relay service
program. The Department of Health and Human Services shall thereafter prepare and file these
reports as required by the Commission with the Commission and the Public Staff. The
Department shall also be required to report to the Revenue Laws Study Committee.

(h)  Power to Regulate. — The Commission shall have the same power to regulate the
operation of the telecommunications relay service program as it has to regulate any public utility
subject to the provisions of this Chapter.

(i) Wireless Surcharge. — A CMRS provider, as part of its monthly billing process, must
collect the same surcharge imposed on each exchange access facility under this section for each
CMRS connection. A CMRS provider may deduct a one percent (1%) administrative fee from
the total amount of surcharge collected. A CMRS provider shall remit the surcharge collected,
less the administrative fee, to the Wireless 911 Board in the same manner and with the same
frequency as the local service providers remit the surcharge to the State Treasurer. The Wireless
911 Board shall remit the funds collected from the surcharge to the special account created
under subsection (d) of this section. (1989, c. 599; 1997-443, s. 11A.118(a); 1999-402, s. I;
2003-341,s. 1.)

This document (also available in PDF and RTF formats) is not an official document.
Please read the caveats on the main NC Statutes page for more information.
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== Sprint.

Sprint Relay
3261 Atlantic Avenue, Suite 200
Raleigh, NC 27604

Linda Nelson

Telecommunication Access of North Carolina
319 Chapanoke Road, Suite 108

Raleigh, NC 27603

Dear Linda:

Sprint has provided you the following information to support your filing with the FCC for
the State of North Carolina:

+ Annual Complaint log includes the number of complaints received that allege a
violation of federal TRS minimum standards, the date of the complaint, the nature of
the complaint, the date of its resolution and an explanation of the resolution.

+ Annual Summary includes total outbound calls, total complaints for the reporting
period June 2001 - May 2002, and percentage of complaints to total outbound calls
information.

» Annual Tally Report will be total complaints by category.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained
~ alog of all consumer complaints that allege a violation of the federal minimum standards
for Telecommunications Relay Services and is providing you with a summary to file with
the FCC. Please note that your state must file the Complaint and Summary logs
(attachments | and 2) and a report (attachment #3) that indicates the number of
complaints received for North Carolina with the FCC by July 1, 2002 to the following
address:

Attn: Erica Myers

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12th Street, SW, Room 5-C212
Washington, DC 20554

or by email at emyers@fcc.gov



Commission's Secretary at 236 Massachusetts Avenue, N.E., Suite 110, Washington,
D.C. 20002. The filing hours at this location are 8:00 a.m. to 7:00 p.m.

All hand deliveries must be held together with rubber bands or fasteners. Any
envelopes must be disposed of before entering the building. Commercial overnight mail
(other than U.S. Postal Service Express Mail and Priority Mail) must be sent to 9300 East
Hampton Drive, Capitol Heights, MD 20743. U.S. Postal Service first-class mail,
Express Mail, and Priority Mail should be addressed to 445 12th Street, SW, Washington,
D.C. 20554. All filings must be addressed to the Commission's Secretary, Marlene H.
Dortch, Office of the Secretary, Federal Communications Commission, 445 12th Street,
SW, Room TW-A325, Washington, DC 20554.”

Sprint will work with the state, as your partner in delivering additional information
required of all states and carriers. We are confident that our records and systems will
support any additional requirements, should they be ordered by the FCC.

This log period, running June 1, 2001 through May 31, 2002, contains a summary of the
total number of complaints received for each type of complaint on a month to month
basis and also provides totals for this twelve-month period.

Should you have any questions concerning this summary log, please contact your account
manager.

Best Regards, Best Regards

Barbara Narvaez %Wﬂ,‘/\
Barbara Narvaez Andy er

TRS Product Manager North Carolina Account Manager

Attachment #1: Complaint Log Summary for Period of June 1, 2001 — May 31, 2002
Attachment #2: Summary of Complaints for Period of June 1, 2001 — May 31, 2002
Attachment #3: Annual Tally Report for Period of June 1, 2001 - May 31, 2002



For your reference, Sprint has included the FCC language requiring this action:
May 31, 2002 Order:

“The Federal Communications Commission Consumer & Governmental Affairs Bureau
reminds states and telecommunications relay services (TRS) providers that they must
submit their annual consumer complaint log summaries for the 12-month period ending
May 31, 2002 on or before July 1, 2002.

To assist the Commission in monitoring the service quality of TRS providers, the
Commission requires state applicants for TRS certification and TRS providers to
maintain a log of consumer complaints that allege violations of the federal minimum
standards. These logs are intended to provide an early warning system to the
Commission of possible service quality problems during TRS providers five-year
certification period. Additionally, this information allows the Commission to determine
whether the state has appropriately addressed consumer complaints during the
certification process and to spot national trends that may lend themselves to coordinated
solutions. It further enables states to communicate with one another to leamn how other
states are resolving complaints. Complaint log summaries should include information
pertaining to complaints received between June 1, 2001 and May 31, 2002. Carners are
reminded that the rules require that complaint log summaries shall include the number of
complaints received that allege a violation of federal TRS minimum standards, the date
of the complaint, the nature of the complaint, the date of its resolution and an
explanation of the resolution. The Commission requires that this information be
included in the complaint log summary for the aforementioned purpose of alerting the
Commission of possible service quality problems. The complaint log summary must be
filed with the Consumer & Governmental Affairs Bureau, Disability Rights Office.

States and TRS providers who choose to submit by paper must submit an original and
four copies of each filing on or before Monday, July 1, 2002. To expedite the processing
of complaint log summaries, States and TRS providers are encouraged to submit an
additional copy to Attn: Erica Myers, Federal Communications Commission, Consumer
& Governmental Affairs Bureau, 445 12th Street, SW, Room 5-C212, Washington, DC
20554 or by email at emyers@fcc.gov. Electronic filings should be made using the
Electronic Comment Filing System (ECFS). Reports filed through the ECFS can be sent
as an electronic file via the Internet to hutp://www.fec.gov/e-file/ecfs.html. States and
TRS providers should also submit electronic disk copies of their complaint log
summaries on a standard 3.5 inch diskette formatted in an IBM compatible format using
Word 97 or compatible software. The diskette should be submitted in *read-only* mode
and must be clearly labeled with the State and TRS provider name, the filing date and

captioned *Complaint Log Summary*.

Filings can be sent by hand or messenger delivery, by commercial overnight courier, or
by first-class or overnight U.S. Postal Service mail (although we continue to experience
delays in receiving U.S. Postal Service mail). The Commission's contractor, Vistronix,
Inc., will receive hand-delivered or messenger-delivered paper filings for the



Federal Communications Commission
Washington, D.C. 20554

August 5, 2002

Linda K. Nelson

Telecommunications Access of North Carolina
Department of Health and Human Services
319 Chapanoke Road, Suite 108

2301 Mail Service Center

Raleigh, NC 27699-2301

RE: File No.: TRS-30-02
State of North Carolina

Dear Ms. Nelson:

This is to notify you that the Federal Communications Commission (Commission) has
received the state of North Carolina’s annual consumer complaint log summary for the 12-month
period between June 1, 2001 and May 31, 2002.

Filers are reminded that the Commission will accept application for the renewal of state
telecommunications relay service (TRS) program certification from July 26, 2002 and October 1,
2002. Questions regarding the complaint log summaries or TRS applications for certification
should be directed to Erica Myers at (202) 418-2429, (202) 418-0464 (TTY).

Pam Gregory

Chief, Disability Rights Office
Consumer & Governmental Affairs Bureau

CC: File No.: TRS-02-XX
CC DOCKET NO. 98-67



North Carolina

Department of Health and Human Services

Division of Services for the Deaf and the Hard of Hearing

319 Chapanoke Road, Suite 108 » 2301 Mail Service Center, Raleigh, NC 27699-2301

Tel: 919-773-2963 (Voice/TTY)

Michael F. Easley, Governor ® Carmen Hooker Odom, Secretary « Linda Harrington, Director

June 24, 2002

Federal Communications Commission

Atin: Erica Myers

Consumer and Governmental Affairs Bureau
445 12" Street SW, Room 5-C212

Washington, D.C. 20554
Dear Ms. Myers:

The State of North Carolina is submitting its annual complaint log, annual summary and annual
tally report for the 12 months period between June 1, 2001 and May 31, 2002.

Relay North Carolina has been in operation since June 1, 1991. Our current relay contractor,
Sprint, has been professional in following up on complaints and resolving them in a timely
manner.

Should you have guestions concerning the reports, please feel free to contact me at
Linda.Nelson@ncmail.net or at 919-773-2974 TTY.

Thank you in advance for your support for our telecommunications technology for Deaf, Hard of
Hearing, Deaf-blind, and Speech Impaired people.

Sincerely, .
Linda K. Nelson, Administrator

Telecommunications Access of North Carolina

Cc: Kendrick Fentress, Public Staff Utilities Commission of NC
Linda Harrington, DSDHH



Summary Log for June 1, 2001 - May 31, 2002
North Carolina Relay

For the period of June 1, 2001 through May 31, 2002, Sprint processed more than 1,723,855
outbound calls on behalf of North Carolina Relay, receiving a total of one hundred nineteen
(0.007%) customer complaints. All one hundred nineteen complaints were filed with supervisors
at one of the eleven Sprint TRS centers. All of these complaints were resolved in a timely
fashion. None of these one hundred nineteen complaints were escalated for action to the State of
North Carolina or to the Federal Communications Commission.



Complaint Tracking for North Carolina

June 2001
.acking | Date of | Cat. # Nature of Compiaint Date of Explanation of Resolution
Voice caller calied into Relay & kept getting Calied and spoke wi/customer
TTY tones and ASCIl search. Hung up and Iﬁmﬂhhm
tried 5th time and got voice opr. Upset that he caused. Explained that new voice
06/02/01)| 24 |had this much dificulty trying o reach voice opr. | OS/0B/OT |° '\ oL abiished 1o
Offered to brand his nbr as voice so it won't go resolve this. Also gave voice # and
|thru ASCII search but he didn't want that as his siled info and I,::,u,
- wite is deal. ' e
CA remembers call. She said she
was not condescending to customer.
_ She requested the nbr for calling
mﬂ%ﬂfwmmm“’d“ card and the customer started call
condescending attitude w/her. the CA names. CA said she did not
17 [Keptasking for the & calling lo. Volce asked for] 00004 |iisconnect the customer. CA put up
S0y supe and was placed on hoid then and
. - mgph'mm by
&mmlmmw feedback the time the supe got there, the caller|
assured supe would follow up. had hung up herself. CA said she
always tnes o be polite & would
- never disconnec! a customer.
TTY user said CA was lying - changed their apaologized for inconvenience
words around & that was why the OB hung up. L.mwmmmumuluu
After OB hung up, CA told TTY that the last documented & CA coached. TTY
thing relayed to OB was "alright”. TTY very typed “alirght”. CA assumed
06/03/01| 21 |mad saying didn't say alright. | reviewed the 06/03/01 " “'.m "alright” as ast
text TTY did type “alirght* (7). CA assumed it wordnia;:d TTY misspeliing
was the word “alright”. TTY asked for agent's nd CA was doing best to
nbr and that was given and TTY stated they mumnmm - ﬂﬂﬂ
were going to call CS to complain, also. |
8858
Apologized to customer & advised
TT#3864534 would be submitted.
IAM attemnpled 1o contact customer
) twice (7/9 & 11) but reached an ans
Customer complained that for the past 2 weeks garbling|
as ‘ 06/08/01 Imach. Left nbr to call back if
0amant Immunm-yucu-wmr problem continues. Also left
instruction on how 1o tum off the
Turbo Code feature in case il is the
— cause of garbling.
Voice customer complaining that when calling :;'1 mummt
Relay - reaching TTY or dala line instead of l '8
1| 20 06/20/01 |using the new voice access nbr B77
e voice line, the majority of time. Informed 8200 and left TTY nbr if
customer that @ TT would be entered. i
i customer had any questions.
Thanked customer for feedback &
apologized that she had a bad
Customer asked agent {0 repeat back o her experience. Told her | would speak
what phone nbr she had asked him to leave on to the agent & clarify procedures.
060901 3 |anans mach. Agent responded "CA no longer | DB/0S/01 |She thanked me and was satisfied.
has that info" over and over again. Customer No follow up needed. Agent thought
did not understand why and became upset (L CE ARG MU BT e
requestad info. | clarified the
procedure whim.
4227 l
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Complaint Tracking for North Carolina

king| Dateof | CaL # Nature of Complaint Dats of Explanation of Resolution
# Compl. | Compl. Resolution|
Spoke w/CA. She does not recall
VIDIOS OUOMEF WeS (peet thit ageat mmmmxﬁdh;hmw
(Wusiknown) wid not sepest what ity had typed. giggling at them. Said she would
0812101 17 |Customer felt TTY shid not have lo keep typing | 05/19/01 pe Y TnHCAIIuM
over and over whan & wes Bie agt Shat cusiome remain professional at all times and
R I, She it st NN not to be distracted from giving 100%
focus to all customers at all times.
3055C
Voice person said agent 4274 was rude and
hung up on her. She was OB and asked lo
speak to a supe during call. Agent told her lo o
speak directly to caller who was still on the line. Spisind i mumulmm
Technicai problems were cbviously happening m"'m“ 9 " Asked if
06/14/01 5 {and the voice user wanted 10 speak 1o a supe 06/25/01 ":"W"'-p“'m' i do for]
m:lmﬂwmmm w““-““.""m'
msd‘ﬁﬂdll.lun’tu!mywm : : :u“-m ind
the call and 2nd, the computer is going to "lullunumgAHtouihnl “I 'ﬂm tail]
disconnect you in few saconds”. Voice user her what
wanted phone nbr to call back but agent SINPL IS
disconnected her bafore she could ask.
4241
4241 | 061401 | 17
VCO user said she placed a call and when that
call ended, she wanted to piace another call
082401| 5 |and the CA didn give hera GA - they just did | 07/06/01 .Wm;mmmm
SK and hung up on her 50 she had to redial -
1480 Relay to place another call.
Thanked her for giving us the info &
VCO user was upset because she said CA was r}:mwmm .formirmmmriamt g
typing very slow and was also making a lot of m:ﬁawﬂ“mmoa'
osR4n1| & """I""’“"ﬁm‘ 3"'“ e K e ot | 08724101 [was speaking fast and she was lrying
. ; . to keep up and not have pace OB too
SERESD Ot s J0E il SUvgr Meuriing often. CA was coached 10 be more
of altered letters, etc. but msg readabile. assertive in pacing rather than let
sufier.
Gt accuracy
1481 06/24/01 7
I was caliing a travel agency and | was on the
phone for ovar 30 mins and the opr asked me
do | still want to hold and | said yes then | got CA has no remembrance of cail
06/25/01 3 . CS thanked customer for calling | 07/03/01 |Does not disconnect calls. May have
and apologized for any inconvenience this been phone problems.
caused. Also let him know this would be written
and forwarded to ofr.
3117D " g
3117D | 0672501 5
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Complaint Tracking for North Carolina

king| Dateof | Cat. # Nature of Complaint n..,fl Explanation of Resokst
# Compl. | Compl. Resolut
Apologized for inconvenience, took
down the info and told caller | would
talk to CA. CA remembers call but
It
VCO upset that Relay calls are taking longer to wm.m;:':;w
”mwm Caller mﬂw' longer to set up as the voice caller
' : i did not say that it was for VCO when
not reading her CDB notes as she is branded st medrlempateiAei A
i -~ <fed i %07 lasking for TTY and could not get a
she answered “hello GA™ and nothing Pt esies
happened. She had to type VCO GA before response A e
::u = _ . OB line and set up call approx 10 -
e 20 sec after VCO answered wivoice
and processedi/relayed call normally.
Did not seem as either party was
upset. CA followed Relay procedure.
1484
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Compilaint Tracking for North Carolina

July 2001
sacking| Dateof | Cat & Nature of Complaint Date of Explanation of Resolution
& Compl. | Compl. Resolution|
CA kept asking me for the nbr to be called and |
kept giving it to her, when | said | would repeat CA does not remember call. Sounds
07/03/01 5 |tothe supe, she hung up on me. Apologized for] 07/08/01 |iike ASCII roll. CA would not hang
any inconvenience to her and informed that this up on live call.
'would be reported and taken care of.
8682
|Customer was on lina spaaking to someone as
they put me on hold. All of sudden CA cut me CA remembers a call this moming
off or hang up on ma while | am on the line. CS that was on hold for a long time &
070501 5 |apologized for situation & told customer 07/05/01 [then the IB TTY disconnected. CA
compigint would be documented and forwarded would not hang up on a call in
to call ctr where agent is located for further i’m
31750 investigation by supe.
|Agent did not follow customer instructions. CS mmmm
o7i08i01| 3 |PPoiogized lo customer and informed complaint | 5710004 |oaing. CA knows this was a
would be documented and forwarded to cir
h oy { for follow up mistake & knows what to do next
3182D 9 . time.
Customer upset that cannot reach NC Relay at
voice nbr 800 735 8262. Caller hears TTY
tones. Also heard that other NC residents have
problams calling NC Relay via 711. CS Mulnduﬁe w” mhm
provided voice nbr 877 735 8200, apologized system using 711 caused the
ororon| oo and inquired if 711 call were from business 07/09/01
i probiem that voice cails couid be
phones and some of them were advised that {in TTY mode. Gave voice
business phones need to be programmed to nbe again and mail m;: SOt
allow 711 dialing. Also, if 711 cannot be dialed printed winew voice nbrs.
from residential phones that the local telephone sdvertising
co should be contacted to report the problem
and can route cormrectly.
3188D . 'y
\Apologized for anything said that
Customer called in to complain that supe was upset her & thanked her for har
ommimi| 21 rude to her withis comment "Maam, you make 0711601 comments and informed her that this
this call every moming - why not put this in your would be passad to the right people
database”. and asked If she wanted a follow up
and customer replied, yes.
430
|AM tried to reach customer several
times and finally connected on &/27
and apologized to customer that info
Customer compming St she & sl beieg) ﬁfm.n.'.'{...nu;ﬂﬂ%?ﬁ
07/1401| 23 |billed for calls to 82B-4B8 prefix that are within | 0&/28/01 be updated fin the next software
her extended calling plan.
release on 8/30. Sent several
prepaid cards to use for LD calls until
problem is resolved. AM will follow
up wicustomer in Oct.
32300
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Complaint Tracking for North Carolina

king| Dateof | Cat # Nature of Complaint Date of Explanation of Resolution
@ Compl. | Compl Resolution
(Asked caller for opr # so we could
) " follow up and customer did not have
s E0S Lpsut G1at sput nbrs. Suggested to caller If have 1D
(#unknown) wid not rerpeat what ity had typed. ars we can investigate more
07/18/01| 21 |Customer felt TTY shid not have to keep typing | 07/18/01 thoroughly. Asked if they had a call
over and over when It was the agt that customer they wis! .mdidnww
didn't understand. She felt agt was rude. shrand ool . I::m'ﬂ
incident.
1506
4319 'VOID
'Voice caller demanded medical attention. Supe
informed customer that he reached Relay and
needs to hang up and call 911, Customer
07726101 35 |became upset - needed medical attention. 07/26/01 |Supe offered to call 911.
Supe then offered fo call 911 & customer said
no thanks, swore & then hung up.
6510
Followed up w/CA and CA recalled
this panticular call. Said that the
caller had problem reading her so
she typed what was said and
included in parenthesis "can you
mea” in response. CA stated that
m S “"““‘“‘:;m“"m"“"“ when caller didn't use the GA she
St typing "can you used the phrase * is that a GA” to
read me”. Al end of call she did not send the prompt the GA from the caller
closing that the person had hung up and did not Mﬂﬂlﬂﬂ'mh
o727 4  |provide her agent nbr &t the end, she just typed | 07/27/01 wuw'nummwca
SKSK and hung up. During conversation while sssertively gave GA at an
caller was still speaking and had not given GA, g
the opr begain typing to me what my daughter Spproprise tme.
i ty ooy sometimes interrupted each other.
wos saying: Since the VCO was on the OB
according 1o her she used ALT 5
macro and this particuair macro does
not include the CA ID #. CA used
propar macto in this situation. CA
will work on speliing.
33050
33050 | 07/27M01 ]
33050 |07/27/01] 21
Customer placed a call wRelay CA 4728F and
a male person answered the phone and said
somathing and then just hung up. Asked CA
what the person said before they hung up and
she said she no longer had that info. | asked
what her |D nbr was and she answered, nbrur
calling pis? GA. So | just hung up and went in consulting w/CA 4728F, she
07/30/01| 17 |back into my records and got her ID nbr and 07/31/01 |reported that in this call she received
called RCS to let them know this makes me |no request o give her CA #.
wery angry when CA's act like this. CS
1Whmwumm
that we would turn in a complaint so that this
could be investigated further. Thanked them for

.L:smn

letting us know about the issue and assured
them it would be taken care of.
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Complaint Tracking for North Carolina

Nature of Compiaint

Date of

Explanation of Resolution
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Complaint Tracking for North Carolina

August 2001
1racking| Date of | Cat # Nature of Complaint Date of Explanation of Resolution
L Compl | Compl Resolution|
The OB compilained about CA talking on call
and having to wait 8 min while agents switched.
| Apologized to customer and informed the |IB CA ;
osoa/m1| 21 |Whatwas going on so they would be informed. | o j0q. mmmmmw
Explained shift change was required and would undivided sttention
let the CA's supe know what happened. '
Assured her the new agent would do a good
1531 job.
Voice caller says she has been tyring to dial o
252 nbr and keeps connecting directly to Ralay.
She says neither she nor the party she is trying AM attempted to contact the
to call uses Relay and this is the first time this customer several times and left a
08111/01| 29 |has happened. | referred her to her LEC for 11/06/01 |message that if the problem
repair explaining that it might be a crossed continues to cail the AM back. No
connection at the local level | noticed that the contact made.
I8 ANI was showing different than the nbr she
was calling from. TT#04118243.
3376D
TTY user wishes to report 3 male agent had a P Iiltoulnlllﬂl h" ;
bad attitude. TTY user was typing nbr fo dial d""”p"'w' ’ time 0
08/16/01| 17 |and was giving name lo ask for but opr dialed | 08/16/01 wh"r 'I I'““
unmuehcmmmnm.muwﬁw m"ﬂ“:“' e had P
- el Caller will call back f finds nbr.
CA is blind, he Is on a Briallex
CA hed bad attitude and i i i mad'lkl.l-hl;:ughuhrw
inconvenience he may have caused
He didn't finish typing but CA continued to 2
oanem| 17 3 caller. He was coached on this. If
interrupt - then the caller hung up. Apologized he was any problems 1o put the
for inconvenience. fiag up and he will be assisted
on any problems.
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Complaint Tracking for North Carclina

Date of | Cat # Nature of Complaint Date of Explanation of Resolution
Compl. | Compl. Resalution
'VCO reports. | am having trouble withe CA
today he had VCO on and | was doing fine than
| gave him another nbr to call & he kept typing
GA GA and | was giving the nbr VCO and finally
| typed & he said he had VCO and can't hear . :
me - hey nothing is wrong wimy voice. | think mmiu:bym:;:?vm
Relay needs to do a better job about switching
over 10 VCO, it Is not fist time this has could hear nothing. Send mlm
happened before on a diff call. The CA cid nat e
swilch i over - he forgot and not just that he o At
3 [falled 1o ask me to repeat R or lell me the VCO | o |oogisiance. Asst
08°28/01 supe observed.
was not on yet, 50 | thought the other person Agent was foliowing correct
recaived my msg and that was very awkward of procedure, but neither nor
a situation. | think Relay needs better training Bt Sase oosid hsar s
about VCO. CS suggested VCO speak to them oo & teohutont oo iord
to test and VCO was heard w/o any problem. elther on customer's end ar on
VCO advised that agent 4284M had made |R'mm
several other calls but then the agent didn't )
process VCO correctly. Assl supe assisted on
call and didnt type GA when it was VCO tum to
speak and therefore didnt haar her voice. CS
apologized for problem encountered.
0a/28/01 1
Voice cuslomer was upset that agent
(#unknown) wid not rerpeat what ity had typed.
Customer feit TTY shid not have to keep typing
over and over when it was the agt that customaer|
didnl understand. She feit agl was rude.
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Complaint Tracking for North Carolina

September 2001
.racking| Dateof | CatL # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution|
Thanked caller for report & assured
her that the oprs were not lo be
talking to others while processing
Voice caller requested supe to ask if it was calls, Assured her the opr wouid be
standard for oprs to be allowed to talk (o othars coached. Coached opr to give total
09/02/01| 21 |while placing calls. This opr was talking to 05/02/01 |attention to call asa it arrives at
someone the whole time she dialed and was istation until both parties have
ringing to my caller. disconnected. Reminded her that
even when she cannot hear 1B whils
dialing out they can still hear opr as
evidenced withis reporied complaint.
1591
|Poor typing & did not identify themseivies to OB
customer or 1B customer, Also took long tima Revi I I ICA
for CA to identify themselves when IB customer, o - Bpoka
09/04/01| 6 VCOo S ety 09/06/01 |w/ customer thru Relay and customer|
, asked . ‘Apologized to customer ofiad whassiss
and toid them would document complaint and !
follow up wi/CA for proper coaching.
8731
8731 | 0904 7
8731 |0B04N1| 21
Spoke w/CA 4533 and she was
puzzied & followed customer's
Customer complaint regarding agents dialing instruction. Coached her to be
wrong nbr. CS Thanked caller for letting us cautious with nbrs. CA 1787 has
02/05/01| 21 [know so agents involved could be better trained | 09/05/01 |been having trouble w/her computer
in outdialiing procedure. Apologized for this morning. Relay cir calls & no
inconvenience of reaching wrong nbrs. from nbrs. There may have been
. confusion relating to from nbr & 1o
3487D abe.
1 witnessed call aiter agent change.
The CA was correct! in redireciing the
|questions and comments to the
IB customer stated that the CA didn talk 10 the caller. The CA not anly typed
everything heard but also asked for
OB and say CA was there. Said CA was rude.
B the GA from the OB all the while
very other time, IB customer was online
os/oTIoN 4 09/07/01 |being verbally abused by the OB
wiRelay, they said the CA would talk to the OB.
voica. CA handled call property and
| witnessed call and CA did everything by the according o Relay procedure. VCO
L caller was upset because "other oprs
always answered her if she had a
question while we were taking"® in
|referenca to the OB's questions.
1567
Voice customer was upset that agent
(Bunknown) wid not rerpeat what tty had typed.
08/07/01| 11 |Customer feit TTY shid not have to keep typing
over and over when it was the agt that customer|
1887 didnt understand. She felt agt was rude.
567 |0S/0701] 17
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Complaint Tracking for North Carolina

tng| Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
# Compl. | ComplL Rasolution
| witnessed both calls and customer
was OB and policy for CA to relay all
this to IB party. CA did tell customar
could not become involved in
conversation. Call processed
sccording to policy. CA tried to
1mummm
Customer felt CA 1432 was very condascanding Mlbﬂ Ihlﬂg:mlwm
& rude. Customer felt she didn't know if CA o 'ﬁ“m'"'“ .
08/07/01 4  [1844 was typing. Kept asking if opr heard her | 09/07/01 e v AQUR chigh
and gol no rasponse. Requesled a supe bul no requested and granied by 18. Supe
response ‘ also requested but not by IB and CA
' typed request to IB which IB seemed
|to ignore. OB continued to become
even move abusive wiprofanitiels and
vuigar language CA typed
everything heard to caller while trying
to redirect questions to the caller.
OB became increasingly upset and
{hung up.
1586
1566 | 08/07/01 )
1566 | 08/07/01| 11
1566 |0S0701| 17
VCO customer was upset that CA did not
identify themselves or Relay to her on a VCO 1o
VCO call. Call just started "hello mom". At the
091201 11 |ong of cal, after voice IB disconnected, vCO | 0%/ 1301
again asked for the nbr. CA gave her nbr at
that time. Customer wants follow up.
1577
Customer called in to say that it took at least 2 Followed up with CA, CA stated that
mins for agent to get her msgs from her voice she was not quiet familiar with SLAM
ans mach and she says this is just oo long as call process so she typed "one
08/13/01| 21 |she does not have all day to wait for the agent | 08/13/01 |moment pis® and had an assit sup
to do her job. CS apologized to customer for assisting her with the call. Thus the
inconvenience and frustration and explained delay of the call procesing. CA has
that the agent's supe wouid be advised. been reveiwad in this particular area.
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Complaint Tracking for North Carolina

dng| Dateof | Cat # Nature of Complaint Date of Explanation of Resolution
z Compl. | Compl
Customer complained that CA (no # given)
didn't follow instructions to process ans mach Apologized to customer for
refrieval. Customer waited for 5 mins & inconvenience caused. Explained
08/18/01| 00 |received no response from CA. Customer had | 09/18/01 |thal we could be a better assistance
to hang up and call back on several occasions. when CA nbr is given. Suggested
The only thing customer received was phone customer document CA nbr in future.
ringing & ans mach playing.
4392
4392 | 0911901 3
4392 | 09M901 +
Recent call thru opr 1619F: Asked opr to
retrieve msgs. Typing unclear, so asked opr to | Apologized for inconvenience &
repeat. Midway thru, typing stopped. Waited |thanked customer for feedback.
gar21/m § [for response and never received one. Next, he | 09/22/01 |informed him that the complaint
called thru opr 8604M & asked for a supe. would be faxed to appropriate ctr for
Waited 10 mins w/no response after agent 1I'oluw up wioprs.
“one nt pls”.
4396 typed moement pls'
Apologized for inconvenience it may
have caused and assured customer
that CA will be followed up and that
Cust ohe T Wﬂmrmdhlw
up by phone Called and spoke
responded whello. There was no gresting from with the customer. Apoiogized about
0972301 4 |Relay. She then typed GA which she waited for| 092301 :
a whild and then all of sudden relay . CA the opr's poor performace. Explained
did not provide ID until end of call :‘"‘““""mmi""i ek
calls. So that it will not happen again
in future. thanked the customer for
sharing with us. A Leffler AM.
1587
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Complaint Tracking for North Carolina

October, 2001
.racking| Dateof | CaL # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
AM called and left message on Dec
10th apologizing that there was
problems within the system or net
Customer reported problems calling nbr thru mnll:lb‘nl “mmi1wlm
Relay and opr gets fast busy o reguler busy busy signals. Could be a local
10/01/01| 29 |signal CS placed test call and got busy signal | 12/10/01 selophione suiich lesus made et
Apalogized and entered TT#04316818. colis 10 the ANI shown in the
IR S R PR, complaint few times and saw the line
ringing just fine. | asked the customer
to call me using my toll free nbr if the
problem is still going on.
3120E
TTY user said that they called relay and asked
to dial a nbr CA 8364F asked them to hold and Opr thought computer froze up as
never came back. The CA hung up on them. she would never hang up on
10/02/01 5§ |They were upsel because they fell that was 10/08/01 |customer, Reinforced to opr our
rude. | said | was sorry that happened and that | customers always come first - she
would document the complaint. | then had our agresd-,
CA proces the call for them.
1586
(Thanked customer for calling and
Customer's mother calied to report that . 1"":’"" """"I ’Tm
100301 24 mmmmmmmm 10/0301 able to dial 800 nbrs. Suggested
: trying 711. Informed problem was
3128E being worked on.
Customer is receiving a lot of garbling Called and left message with my
messages from relay. It has been happening numbaer to call me back if the
10/08/01| 28 |recently. She receives the greeting macro from | 12/17/01 |garbling problem is still going on.
the computer but after thal everything is Called again and left another
4404 garbled. She would like a call back. message still no call back.
Customer is trying to call ity user but when
relay tries 1o connect to tha number they get a
fast busy everytime. Customer says when she
dials direct & goes through fine but through relay]
it is fast busy. Happens everytime and no agent
number to provide. | thanked the customser for
calling and aplogized and told her | would enter Called twice and reached a recording
@ trouble ticket. She asked that | try to get that the nbr has been disconnected
10/11/01| 28 [through. If | did get through to leave her name | 12/10/01 |or is not a working nbr. tried to call
and number and tell that person 1o call her via VRS reached same racording.
since she was unable to reach thal person Not abie to follow up with customer.
herself. | tried calling the number directly from
my desk and got through. Then tried calling
through NC relay twice and got AZ agents both
times. Second time | asked o agent to place
the call and they were able to put the call
through successfully. TT# 04350751
3177E
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Complaint Tracking for North Carolina

%ing | Dateof | Cat # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl Resolution
Customer said the three previous opr she had
today could not understand her and toid her to Calied the nbr twi . it just
type the number and instructions which she today
unable to do since she is using a VCO phone SN, ThE CONRGE SHAt St oo
10/11/01 5 12/10/01 |number was from a pay phone booth.
not tty. When she failed {o type the info the opr Mo nbr alven 1o followr ud. Not able 10
hung up on her. Caller wants agents to be told by o
follow up on the contact.
VCO phones are unabla to type and be patient. '
adin Apologized to the customer for the inconvience.
Volce cusiomer was upset that agant
(#unknown) wid not rerpeat what tty had typed.
1011101 11 |Customer felt TTY shid not have to keep typing
over and over when it was the agt that customer,
4418 didnt understand. She felt agt was rude.
Customer was upset that CA 1786F cut her off
and refused to follow her instructions in
repeating to voice person what she said.
Customer said voice person was hard of
1011201 3 [hearing and couldn' understand her, | 10n2/01 [CA folowed e
apologired for inconvenience and informed :
customer of relay policy that CA can't repeat
what is heard by VCO. Customer said ok and
1609 disconnected.
Team Lead apologized to the
TTY user was concerned that recent supervisor customer for the delay and offered to
10401l 25 disconnected line or did not connect them to tty 10/14/01 transfer the call to OSD, Caller
directory assistance. Cuslomer did not have the accepted. | also gave the direcly tty
name of the suparvisor. number for OSD then transferred the
1612 call.
Customer called in and complained about this
agent saying that this agent was rude while the
wneo1| S "‘“h:mhpn::&db'?m“ 1211701 ::Mm:n:.“m.ﬂm
the inconvience and agreed that a CA should y : L
not be rude or hang up on them. Informed them ‘
that the CA would be coached on these things.
Customer gave name and number for follow up.
1619
1819 | 1011801 17
VCO cusiomer is not recelving relay calls
aventhough thay are showing up on the caller
id. Customer has to call the party back to get Called customer to confirm. The
the calis to go through. Customer would like this problem has been fixed and things
10/19/01| 24 |problem to be fixad by Monday and will call 10/20/01 |seem to be fine. Thanked customer

back to verify that it is fixed or being worked on
or will file another complaint. Informed customer|
that this would be reporied to the techs

immediately to bagin working on the problam.

for patienca and talked a bit on future
outreach events in her area.
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Complaint Tracking for North Carclina

king| Dateof | CaL # Nature of Complaint Date of Expianation of Resolution
& Compl. | Compl Resolution
VCO customer upset because in the middie of
her call something happened to the voice
person couidn’t hear them and hung up.
10/28/01| 11 |Apologized to the customer for the trouble and | 10/28/01

1635

with the agent.

explained that the CA hit the wrong button. Told
tha caller | would review the correct procadure
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Complaint Tracking for North Carolina

November 2001
.racking| Date of | Cal # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Spoke with customer regarding her
selected LD carrier. She had a
special calling plan offered by AOL
thru Talk.com. Checkad the COC
checklist...talk.com was already sent
a letter asking for a billing agreement
This NC tty user frustrated that LD calls thru and it is pending response from that
|relay have difficulity going thru - often get phone company. Explained that all carriers
10501 33 mmmwwm:imnm1 need to do a billing agreement with
baen lemp discontinued”. Customer thinks Sprint 50 that calls can be carmed
is some probiem because Sprint is most often their networks and the customer
used on relay call compietely undrstood. However, the
customer has changed her LD camier
back to Sprint because she didnt like
the previous carriers calling plan.
She is now happy being a customer
of Sprint again with better discounts.
|! see no need to follow up.
4439
Customer was upset with opr's rude bahavior
and opr not calling over a sup when she asked. ""'“""f::;:';"'::
Not sure If F opr gave her comrect opr #. This because shs typed thing to tty
opr was described as belligerant and rude. Toid that was heard and it hap $ to be
11/06/01 17  |the customer thal this was unaccaplable 11/13/01 s &l relay calls
behavior and will investigate further. Customar Mdi".’;u { didn't want typed. CA
approved and satisfied with this. Did inform the s culinkia her robe sfiifionnd
customer that opr will type everything heard to
o ity uses upon connection. g ol
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Compilaint Tracking for North Carolina

cking| Dateof | Cat # Nature of Complaint Dahull Explanation of Resolution
& Compl. | Compl
Caller is having problems connecting with relay.
recent problem developed and she cannot
receive the Relay Greeting macro. | apologized
THOST| 24 e the problem and let her know that | would | © V0502
open & TT & 04481183. She asked to be
contacted on the findings of t
customer to turn this off and track to
see if her problem still exisl. She was
thankful for the call thought the
3308E
met with agenl - agent recalls call
Customer came in 1o CS requesting a where customar wantad a tty nbr.
telephone nbr. | directed the customer to call Agent said she didn't have that info
1111001 3 relay and ask relay to call DA for that request 11/12/01 and asked customer if they wanted o]
customer told me that she just had been speak with CS. Customer said yes.
to me, “they said that you provide Told agent to try calling DA herseif
assistanca for phone nbrs™. | th and if that didn't work to transfer to
3310E OSsD.
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Complaint Tracking for North Carolina

cking| Date of | Cal. # Nature of Complaint Date of Explanation of Resolution
& Compl. | Compl. Resolution
Customar with university called on behalf of a
| deaf empioyea on campus who was having 3W|mmlﬁm
trouble placing calls through relay. Customer this issue. But sup did say that
expiained that the nbr that the customer was a could call him with any
calling form was not showing up on the refay follow up jons. Sup aiso stated
computer. This created a probiem in that i did thet he id & the problem
ImulowﬂumwmmAﬁhing with our tech and give cust 2
that had aiready been set up. It created another call back. Sup aiso sod that
110 29 |problem in that interfered with the processing of 111301 I X to CS about this
a LD call that the customer routinely place. The e selined this option:
outbound would only accept calls that were he said he had alread ken to CS
identified. sup explained that the reason relay and that they had been of limited
computer was showing 0 00t 00 instesd of help. Sup revi § situation with the
Y0 200 3000¢ was due lo the campus using 800 M*Pfohhmmuaw tod
trunk servicethrough 800 US LEC. Once US 51.D.GIM ot aod el an
LEC received the campus call, it routed it to us amhna!hncanu.lhuhlmmdl
under a different nbr, ’
6653
CA did request sup when notified to
do so from VCO usser. VCO user
may have initually asked for sup
when line was not open for CA o
\VCO user placed cail, voice person said they ;"m\,&fﬁ‘”! m,;h
had another call and would call them back. The 40 not disconnect and could
line never cut out and could hear background heamoises in the background. CA
isounds on line. VCO said she told the CA to was not aliowed to disconnect an
hang up line, CA sisnot disconnect the call, open line and did request a sup. Sup
'VCO asked for sup. VCO said that she had informed that the decison to heng up
been holding on the line for 20 min for 2 sup. ine hed o be with the vo user. The
Sup did disconnect the call per VCO request CA thought she was holding for the
she said the CA screwed up the entire call and olos did not realize that the
didn't get a sup when instructed to do so and mwmmumummm
11401 | 3 [shouid have disconnected the call when she | 00,55 [nad stated that ca was sending a lot
heard the voice person say she would call her of stuff in the middie of the the call
back later, Apologized to the VCO user for any the CA was sending info to the VCO
probiems during this call. Informed also that the usser (holding...) ( TV in background)
CA are not allowed to disconact an open line (people talking) while this info was
'without sup approval or customer telling them to being sent & is not possible to hear
hang up. Howsvar i the CA had gotien sup the vco user. Ca thought she handied
inbeginning call would not have held far 20 min call appropriately and did request
and did apologize for this and informed that info assistance for both the vco user and
had been documented for follow up. also concemin the open outbound
customer requested a follow up call to make line.AM: Reached the customer.
sure this was dealt with and the results. Spoke for more than half hour
regarding the issue that incomplete
greeting sent to her machine was
occuring only from Minnesota center
she stated. | explained that it has
8778
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Complaint Tracking for North Carolina

Nature of Complaint

Datas of

Explanation of Resoiution

111501

Voice customer was upse! that agent
{#unknown) wid not rerpeat what tty had typed.
Customer feit TTY shid nol have to kesp typing
over and over when it was the agt that customer|
didn't understand. She fell agt was rude.

atm.mwﬂm:mmm

[AM: Reached the customer. Spoke
for more than hail hour regarding the
issue that incomplete greeting sent to|
her machine was occuring only from
Minnesota center she stated. |
explained that it has happened at
Tucson and Dayton centers too that
may show tthat there was something
wrong with the customar”s machine

or her procedure may have bean
incormect. Her machine is more than

eleven years old. However, she has

fixed in mid-December and thankad
us having it solved. | am not sure
how it has been resolved but it was a

good thing to hear about it. Gave the
cutomer my toll free number to
contact me if it ever happen again.
She mentioned that she is expecting
new machine anytime soon. TT
result: could not reproduce the
problem. Need additional information,
did customer receive any garbled texi)
prior 10" voice or type GA™ 7
4452
agent never responded at all Customer says they asked are you still with me? And
was LD call and does not want to get charged e bemgpia g b
11H7/01| 4 LD fees for hoiding on agent's reply. Says never| 11/17/01 rﬁwc‘wh
gets any replies from CS when makes ::“"um, could not read
complaints. Wants to konw what happenad. them. Agent o ﬂu
Told customer would follow 1 e -
P with Compiaint inboung customer had hung up
and put customer in touch with CS. before assistance came.

8782

1117101
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Complaint Tracking for North Carolina

cking | Date of | Cat. @ Nature of Complaint Date of Explanation of Resolution
3 Compl. | Compl Resolution|
AM: Reached the customer. Spoke
for more than half hour regarding the
issue that incomplete gresting sent to|
her machine was occuring only from
Minnesota canter she stated. |
explained that it has happened at
Tucson and Dayton centers loo that
Customer called stating she is having problems may show tthat there was something
with calls that come through the AZ cir. She wrong with the customer”s machine
states that when the macro s supposed to or her procedure may have been
11720001 29 |come across that the agent nbr is not coming | 01/08/02 |incorrect. Her machine is more than
starting with 4. Customer is requesting foliow up informed me that it has been finally
on this tech issue. Thanked customer for mput. lﬁummmm
us having it solved. | am not sure
how it has been resolved but it was a
good thing to hear about it. Gave the
culomer my toll free number to
contact me if it ever happen again.
She mentioned that she is expecling
new machine anytime soon.
4458
Customer made voice to ity call. Call was
appox. 20 min long but should have been no
[ mre than fve. Agent was vry sow. Customer VS W O i
statad she could only say 4 words or so before sually | y S
agent stopped her with “one moment® and at Said was doing best could do
11/20/01 7  |times wouild have lo repeat one or two of the 1206701 hy“mi one t 10 keep up
four words. does not want agent in trouble, relay| somer. Tokd CA 10 pace
service is nomally very good just wanted sup to hi muinwhrm oede
know. Thanked customer and apologized for before intermupting in future
inconvenience. Informed agent would be
o, coached. Customer satisfied, no folliow up.
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Complaint Tracking for North Carolina

“§

Nature of Complaint

Date of

Explanation of Resolution

1663

1122101

24

Customner complained that she gats CA from
“our area” she has computer problems whare
the relay greeting does not come through. She
says she has put in numerous complaints
before but it is still not fixed. She would ke to
have someone cail her once the problem =
fixed. | said | would inform the tech of the
probiem and have him get back to her as soon
as the problem is foced. TT # 04532777.

01/08/02

[AM: Reached the customer. Spoke
for more than half hour regarding the
issue that incomplete greeting sent to|
har machine was occuring only from
Minnesota canter she stated. |
explained that it has happened at
Tucsmmdmytmumwoﬂmﬂ
may show tthat there was something
wrong with the customer”s machine
or her procedure may have been
incormect. Her machine is more than

eleven years old. However, she has
informed me that it has been finally
fizxed in mid-December and thanked
us having it solved. | am not sure
how it has baen resolved but it was a
good thing to hear about it. Gave the
cutomer my toll free number to
contact me if it ever happen again.
She mentioned that she is expecting
new machine anytime soon. TT
resuit: called the customer and spoke|
to her about her problem and we will
be working together to resolve the
Issue.
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Complaint Tracking for North Carolina

cking| Dateof | CaL # Nature of Complaint Date of Expianation of Resolution
¢ | compl |Compl Resolution
AM: Reached the customer. Spoke
for more than half hour regarding the
issue that incomplete greeting sent to
her machine was occuring only from
Minnesota canter she slated. |
explained that it has happened at |
Customer said CA had too many spaces, 100k Tucson and Dayton centars too that
100 long to start typing what the OB siad and “"”"'m:':‘mmm
she didn't get the initial greeting with the CA #. :""hz "“"“""’m"m“"“"
She said she wasn't complaining she just : "‘""”"""H’ " o e
wanted to make us awared of the issue. She old. e hie
said she has not been getting the intial greeting m"‘"”":“‘”“"h'm"'m
1128T1 7  |when she calis ina dngets our ctr. She wanis a | 0108102 fixed in mid-D i kad
tech to call her back and follow up on the
problem. She indicated they have done that us having R solved. | sm not suwre
before. Apologized for the | » this l'mrlhfubmmmtma
caused her and told her | woukd document her wm"’;’:'"m"c’:"u
complaint and note that she woukd iike a follow ““"“'““"' S
up. TT # 04554740 contact me if it ever happen again.
She mentioned that she is expecting
new machine anytime soon. TT
result Tech cannot pursue a
resolution o this issue without the
customer's number, as it is
impossible tell which state config is
being loaded without an area code.
1667
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Complaint Tracking for North Carolina

December 2001

Nature of Complaint

Date of

Explanation of Resolution

4471

Customer stated that agent typed hell when it
was a child using tty. Word was tell not hell on
the ca's screen. | offered the possibility of line
interference for the apperance of hell. Assured
the customer Ca typed conversation verbatim
and hell was not on the CA's screen, offered
follow up to the conversation but no affirmation
was given for follow up.

12/03/01

1mwwm.

1669

12/02/01

Customer said he dialed 411 3 times in a row
and got 711 each time. Also has had same
|problem for a week. Is trying o get DA and
keeps getting relay. | told him to try 555 1212
Not a complaint against the CA who had the
call. Customer would like someone to get back
to him o explain the problem

01102

Not able to call the customar due o
incormrect nbr written on the form.
Tried differant nbrs to reach this
customar with no luck.

12/05/01

Customer reports that when she calls to NC
relay nbr from her home to 00t 00t X000, she
does nolt receive the first part of the greeting
from the relay opr. She does not get the agent
1D nbr, but only the last part of the vco gresting
“voice or type now ga". This causes her to miss
the agent |D nbr, so she has o always ask for
the agent o give her their id nbr. She says she
|has spoken to the sup about this and to one
tech but nothing has been done to correct the
problem. CS responsa: | thanked the customer
for letting us know and apologized for her
inconvenience. i told her | would enter a TT to
the tech if she could provide agent ID nbrs of
the ctr where this happened. She gave me the
ID nbr of 1875, 1629, 1819 all at the MN ctr.
She wants the tech to contact her and do some
test calis so that the probiem can be resolved.
she said the best time 1o call her was all day
today. and maybe tomormrow. TT# 04580432

Tech placed test calls o customer to
inform her to tumn off auto announce
feature on tty. She claimed it was not
her equipment and hung up on tech.

4477

1676

12/08/01

21

Caller said that the opr was typing in Spanish,
Said they didn't understand spanish or why the
opr was typing that. Then said opr hung up on
them before they were finished typing. |
apologized for the confusion and frustration this
caused.Said | would write up & complaint and
forward to the opr sup.

CA said she didn't have any calls iike
this. CA could demonstrale comec!

procedure for changing Spanish
macros.
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Complaint Tracking for North Carolina

2

Date of

Nature of Complaint

Date of ' Explanation of Resolution

J456E

12720701

Cailer said she wanted 1o report agent 4131M.
She said what happened was that this agent
called a ph nbr that she gave him and agent
started typing out x rated messages. The nbr
she gave 10 dial was ot 000 oo which is an
order supply line for hospital. Caller said the
agent kept typing obscene words. Caller saxd
she doubled check and agent dialed the exact
nbr she gave him. She recommended that this
agent be monitored to see if he is doing this
with other relay customer. She is mailing in 8
copy of the conversaton transcripts to CS. |
apologized to caller and lat har know that |
would file the complaint.

remembers the caill due to I's
nature. Agent typed what he heard.
The customer hung up without saying|
to the agent that it wasn't the right
nbt. Agent did proper procedure. |
discussed with the agent the
possibility that use of reg 800
function may have reached the nght
nbr, if the agent had bean informed
that what was reached was a wrong
nbr.

1272301

12/21/01

Voice customer was upset that agent
(#unknown) wid not rerpeat what tty had typed.
Customer felt TTY shid not have to keep typing
over and over when it was the agt that customer|
Idﬂn‘:uﬂdﬂﬂlnﬂ. She felt agt was rude.

Sent letter - no rasponse axpected.

12731101 |4 NM CA's trained in this procedure.

3678

12n4/02

Customer called in and was very upset from
previous call. He said thal he was speaking
with the agent and the agent would not respond
to his questions. | did inform him that the agent
is nto allowed o be a part of the call and all
questions shid be addressed to the tty user. He
said that he did not understand the call afier the
agetn had explained it to him and the agent wid
never respond to him. Apologized to the
customer numerous times and lel him know
agt shid have addressed him even if only to say
that he (the agent) was not a part of the call.
|Also informed him that the inbound person is in
control of the call. He did not have the agent ID
nbr. | Ist him know that we needed the ID
number to be able to addrses his concemn. He
(wanted to know if we had a database o be able
to trace this call and | said no, we needed the
agent ID nbr. Afer serveral iralavant questions
(how we were paid, if we had benefits efc) |
informed the customer that he would need to
speak with an account manager for further
questions, | gave him Andy Laffel's phone nbr

12/14 Michae! called and left
message on my answer machine.
12/15 Called back but received a
recording that eh number has been
disconnected. Perhaps he left wrong
nbr,
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Complaint Tracking for North Carolina

January 2002
racking| Date of | CatL # Nature of Complaint Dale of Expilanation of Resolution
L Compl. | Compl
Caller when trying to get thru nc relay with her Called and spoka with customer on
pcs phone shows the tower nbr. And gets 2/02 to apoiogize and explained
recordings that service has not been it happened. Gave instructions
owosnz| 24 established, or that LD service has been 04/12/02 help prevent this from happening
terminated. Opened a TT 04704178. againby telling the relay oprs that she
| Apologizad to customer for the problem and kst 'was calling from her cell phone so in
them know (0 call sprint pcs to also report the he future relay oprs will override the
3045F
4/12/02 - Called and lsft msg on her
Customer has verizon wirelss cell phone and voice mail how to help her make
when dialing LD through relay gets the relay calls from her ceil phone by
recarding, your id has been temp disconnected: talling the oprs that she is using the
01/24/02| 24 |OpenTT 04763861. Conveyed apology thru the | 04/15/02 |cell phone before giving the # to call.
verizon wirelss rep to the customer for the 4/15/02 - Called customer again.
Ipmﬂnmt:ﬁlﬂthtmkmwnﬂwowu Explained how 1o make the relay call
opened. using new procedure. Cusotmer was
3120F so grateful and appreciative.
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Complaint Tracking for North Carolina

February 2002

Nature of Complaint

Date of Explanation of Resolution

02/07/02

During @ recent tty to voice call, this customer
said something to the tty user and and then
over after which this cusiomer tumed and

to someone in background saying she did not
believe the ity user, Agent relayed what she
said in background. When customer asked her
why she did that agent told her she couldnt get
involved in conversation and said it in a rude
tone. | apologized for the inconvenience
explained relay policy to relay everything heard
and told customer the agents sup would follow
up with the agent about the reporiedly rude tone
lwhen defining her role. Cusiomer wants follow
up contact

Agent followed relay procedure and
|did not believe she used a rude tone.
|Agent was reminded o always use &
professional and courteous tone
lwhen defining her role.

02/07/02

17

3185F

Customer says that this agent was about the
worst he has ever had using the relay service.
He usually has a very good expenence when
using the relay to call his deaf son but this
agent was very hard to understand. She talked
vary fast and when he asked her to repeat what
she was saying, she just kept typing to his son

what he was saying to her. He asked for her to
get her sup and she gave me the nbr to nc ity
line. he kept asking her to get a sup on line and
she refused to do it. Customer states that he
has never had such bad sarvice from an agent
before and then not be ablé tp even reach a
sup. RCS response: Apologized fo the
customer for the poor service and let him know
that | would tum in the compiaint so that it
would be investigated further. Thanked the
customer for letting us know.

| spoke to the agent. She had no
recollection of the call. Still | toldher.

4557

Customer did not have an agent nbr . He said
the agent was extremely rude and unhelpful.
Apalogized to customer and said we appreciate
the info,

Also said to customer that & would
much easier for us to find the agent it
we had an agent nbr, He was
pleasad with the interaction. Agent
does not exist.
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Compilaint Tracking for North Carolina
cking | Date of Cat # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
3 | talked fo the ca involved and she
Mmonsudwmum.m said the out “l ice call had 3
wwmmﬂummmﬁoaﬂ bad ion with 8 lot of siats
|person hung up. Inbound vco person asked for CA ad 40 tisor cr-slow d "
sup. Vco inbound wanted to know what 21 oo S ot. have
happened and asked sup to call the voica Woond vol t thing to
person back and for the sup to talk to her. | heubhlowpoiulo“mi cigliar
o22202| 17 m@mulmmump 02722102 batim and the voi
voice person. If | call and as an agent placing a fused. The ref Iusil i10
call, | would have to be transparent. So | offered e and voice hung up and had
to have our admin contact the vco caller and | wm“umm ;
got her nbr. Vico person also asked to have her Contacied cusl theu relay. Opr
daughter contacted as well - before callint the o el Rer Vi Saar S st
Vo parson, veco person gave her daughters Sk 4 s Caller
phone nbr. " mp"“”' "I o
5240
| explained to the voice customer
Customer does not lke our policy to read m":hmmm
o2r28/02| 21 'm”'“'“m;mdmmw 02/26/02 |infiection to refiect the tty customers
voice inflectio tone. The customer was still unhappy
calier s angry. with the policy, believing we should
fiilter out such content.
4550
[Voice customer was upset that agent Called csutomer and talked with Stan
(#unknown) wid not rerpeat what tty had typed. to follow up. It has been resolved and
02/268/02| 24 |Customer felt TTY shid not have to keep typing | 04/22/02 |going weil for 1-2 months now.
over and over when it was the agl that customer Thanked cusiomer for taking time to
3218F didn't understand. She felt agl was rude. share w/ us his experience.
[ TTY user states was talking with their Dr_'s p
Office, Voice person said 5177 was very rude m:m camsow
02/25/02| 17 |and requested a supervisor. 5117F refused and | 02/28/02 m"'u‘ m"“m'“""'m""" 4
Dr.'s office disconnected. Apologized to TTY m' e
8847 and assured agent would be met with.
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Complaint Tracking for North Carolina

March 2002
iracking| Date of | CalL # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl Resolution,
|Customer calied to report trouble she
experienced on one of her calis. She askad agt
B791F to place a call & if an ans mach picked
up sha didn't want o leave a msg. Also, ifa
person answered just to type“ga” (o let her
begin speaking right away. The agt dialed and
typed the phone rang ten times and was still
ringing. When the customer received the "ga”
she told the agl "go ahead and hang up™ The
agt responded bye typing “ga ga". The Tuw-:m'rmam
customer asked if someone had answered. Customes uumumnuwmmd initiated
ovozi02| 17 |Thenihe person she was calling said, yeah. | | o357/02 |a confusing situation. CA followed all
picked up and was sitting here wailing for you to call s " s
respond”. The customer asked how many m'r-“uu" o
times the phone rang and her friend said it only RIS
rang twice and then she answered the phone Calnsinterstenduge.
and was waiting a long time for the VCO
customer to respond. The customer then asked
her party to hold while she asked the relay
agent why she typed that the phone rang ten
times and was still ringing when her friend said
she answered on the second ring and was
waiting for a response. The agt wid only type
background noises back to her such as "(tv in bg
"246F
TTY user trying to demostrate voice mail
retrieval. When the opr dialed out she got a
recording that they had accessed the sprint
03/05/02| 34 network but had no acct withe Sprint network & 03/05/02 |Supv folowed up coached opr.
to call Cus Svc. To set up an accl TTY user
1777 wanted met to assist Ny
Karen said she called her morigage company Recording timed out or
reached a recording stating the hold time was 5 malfunctioned. Green flag came up
03/08/02| 05 |plus minutes after the CA heard that they 03/08/02 |that outbound had disconnected. CA
disconnecied the call. She was very upsal they then sent the "hung up ™ memo but
hung up on her. CA did not disconnect.
1785
This customer was upset that a Relay Opr gave
out her phone # to someone who has been
bothering her every day. Sup informed caller P
03/13/02| 21 |[that we do not give any phone #'s & questioned | 03/13/02 mm'm Notakis o
if it was passed thru caller ID. Customer discuss
reports she did not call this woman so that
'would not have happened.
1750
Caller has problem completing his LD calis thru
Relay NC using his carrier ATT and using an e b e a el
SUBOMEAion OB, | Spcigin o e Customar gave different instruction to
03/14/02| 29 |customer for the problem and told him | wid 05/03/02 the call. He is very happy
open a trouble ticket to let the technician N"' “pllu-ﬁ"m%ﬁhlwupw
investigale the issue. Trouble Ticket thet & has besn resoived
A292F 10004 1346. -
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Compilaint Tracking for North Carolina

cking| Date of | Cat & Nature of Compiaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
|Customer stated when CA gives the GA fro Veo 4
to speak VCO does not always recaive it the gmw&wWJWL“
0322102 29 |first tiem. Finally the CA will the GA again. 03r25/02 | conne m""’"' ey
Customer is concerned that the delay is inflating Caraivi et Sme (o ghe the GA right
8861 her LD charges. away. CA did get supv assitanca.
Voice customer was upset that agent
(#unknown) wid not rerpeat what Ity had typed.
0322/02| 21 |Customer felt TTY shid not have to keep typing
over and over when it was the agt that customer
1853 didn't understand. She felt agt was rude.
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Complaint Tracking for North Carolina

April 2002
acking| Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
L Compl. | Compl.
(Agt was addressed regarding this
compiaint and she did remember
|handiing this particular call. The
agent stated that after relaying the
voice persan msg to the VCO user,
she immediately typed “GA" followed
by F9. She also stated that the
customer only asked her once
whether or not VCO was activated, al
[which time the voice person
Customer received an important call thru relay.
The customer was concemed as lo whether veo
was lurned on or not. "Relay wasn't saying if
04/04/02| 04 |vcowas onornol | kept asking if it was on but
the opr wid not answer.” She said the voice
person kept repeating himseif and finally got
tired and hung up.
3369F
Supervisor followed up with CA
4658M. He recalled the call and
|stated it was a voice mail, not AMR.
He was in the middie of typing the
CA #4658M left th caller right in the middie of message to ASCII user and noticed
04/1002| 21 |retrieving his messages- the caller was puzzied | 04/10/02 |that some words were “jumping over”
that it stopped and no response and not in order. Then, the caller
hung up on CA. It appearsiobe a
technical difficulty, Coached him to
gel a supervisor assistant if he
nolices somaething like that next time,
4607
Supervisor apologized to the
[ TTY customer was upset that the opr did not customer & told him he would follow
04/15/02| 21 |verfy the Cell # and Ext # after leaving a 04/15/02 |up with the opr. CA Discussion:
message. Coached CA on keeping customer
1884 informed.
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Complaint Tracking for North Carolina

king| Date of | Cat # Nature of Complaint Date of Explanation of Resolution
L Compl. | Compl. Resolution
Supervisor followed up with CA
12M and he said there was a
Customar concemed that agent 4812M silence on the line. He repeated
oanemz| 17 interrupted call by asking for a “"GA" too many mmmm'tmmam
10 times to be exacl. He felt this was heard him checking whether it was a
rude. "ga". Supervisor suggested CA to
ask for a ga once and then use his
|iudgement thereafter.
4627
g.mm:mmmmmdmwuimm The agent followed relay procedure |
oa1902| 21 =5 """”_“"“"i ml ""“"”bm 04/19/02 [did let the customer know the
4626 up. complaint wid be documented.
NC customer concemed that after a call Customer did not request followup,
o4nonz| o4 completed operator would not give out mdﬁnﬂhnmwwm
information about previous call. Specifically, was satisfied with the discussion.
4628 gender and/er age of hearing person. Agenl did proper procedures.
Slupervisor who took complaint
observed that CA did not type “what
Voice cusiomier wes ! that do you want, "instead asked cust o
e repeal because sha cid not
(#unknown) wid not rerpeal what tty had typed. jerstand. Agent said she
04/24/02| 01 |[Customer felt TTY shid not have to keep typing mmm“wm
over and over when it was the agt thal customer| nbr the fiest time
didn't understand. She felt agt was rude. . At
acknowledge that on a subsagquent
redial, she did not send (redialing)
macro. she will do this next time.
4835
4635 |04402| 03
4635 |0424/02| 17
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Complaint Tracking for North Carolina

May 2002
.racking | Dateof | CaL # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl Resolution|
Reviewed complaint with opr and
TTY user wants #8343 to be informed that when| explained how 1o stop garbling on
she gets garbling on her screen from TTY user, both ends. Opr does remember this
05/M102| 21 |she should hit her spacebar so the garbling will | 05/13/02 [call and the ity user informed her at
quit. CA B343 process calls for this TTY user end of call how 1o stop garbling. Opr
where there was much garbling. is aware and will try to conform.
1926 Denise Stayton
Ca 1981F accidentally hit modem
cord with her foot causing a modem
osnam2| 20 |[T7Y customerwas upsetthat CA 1981F hung | oo 005 [tagure and lost the call. CA will
4900 i heiegy s Tong calk o Dr. alice. remember to watch cores under the
1933 stations more carefully
NCO VCO user complains that agent 7704 “““"'i““mmwl e Ff;’:m
misciaied & long distence cel, end et this mhrw‘mowuniu. ACU
continues to happen to him. After asking the did not understand nature of request.
agent to get the supervisor they send him to Gt call
osnenz| o3 n.m.ormrnnh_n. He commented that when 05/17/02 \ge Iurallmlhowl m‘
the center was in Charlotte before the agenis pi “mﬁl » mpm“'" oh
there were much better trained but thal he likes of cuat request
Sprint over MCI overall. He was also upset that w"“" 'w'ﬂ'nﬂ trol with
he baing VCO has no way to stop the agent l"“ﬁn"'.“m
once a call is outdialed. . ink .
3008G
728G |05nem02| OF
 This agent did not answer for a long time. | had
to wait a3 long time before he ever came on line.
RCS response: Did explain that sometimes on
an Ascii call that the computer takes time 1o Sup followed up w/CA 4991M. He
connect correctly to the call but that we would didnt remember the call. He is
osaa02| cartainly tumn in the complaint so that the 05723002 | are to bre responsive when a call
suparvisor cid investigale further. Also branded drops in his station.
the line as an ascil user and updated the
database records so that it wid come in to relay
'on the cormect line.
3015F
Customer placed a call to a person who has a
difficult time spelling and communicating in After "GA” CA is not able to repeat
general thru relay. In the past the agts have any info. CA tried to redirect
repesiad info typed 88 nesded, and questions and comments to the TTY.
0s/22102| o3 |°ccasionally spelled of relayed verbatimto | 55405 |CA does know what if “GA” is not
mwmmmrtnmh:umon volced, the CA can go back a few
herseif. user was typing driving ' followi '
instrucstions and it was rather unclear. When mﬁmm
the voice customer asked this agent to repeat, |
she refused and continued typing o the tty user.
3014G
| explained agt was following
Voice customer was upset that agent procedura when not becoming
(#unknown) wid not rerpeat what tty had typed. invoived in conversation and when
05/23/02| 17 |Customer feit TTY shid not have to keep typing | 05/23/02 |typing back what voice said. She
over and over when it was the agt that customer| disappointed but undarsiood.
didn't understand. She felt agt was rude. She wisad to make a call with current|
| 1954 CA. No #to do any foliow up on.

Page 31 of 32



Complaint Tracking for North Carolina

cking| Dataof | Cat # Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl. Resolution|
Assisted the CA on the second
AMR. When | had sent an Alt B
macro the calier insists that | was to
Was on the phone for 10 min for 2 messages dialed out the nbr he provided and
on AMR. CA 1653F and never got messages or that he was using
aven got back tyo me that something was Hypernterminal{computer). Upon
osamz| 21 wrong and they cid not be retrieved. Then asked| 05/28/02 customer's resistance. | then
for supervisor got Jerry and still no response as decided to process his call. Soon
to problem but no messages retieved. | after the call was faxed to MN placed
assured tty that report wid ba made as IB disconnectad the line. AMR call
requestiad, |process is not possibie thru
Hyperterminal and did not have an

opportunity to explain that to the
customer.
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Federal Communications Commission
Washington, D.C. 20554

July 23, 2003

Linda Nelson

TRS Administrator

Department of Health & Human Services

Division of Services for the Deaf & Hard of Hearing

319 Chapanoke Road, Suite 108
Raleigh, North Carolina 27603

RE: State of North Carolina

Dear Ms. Nelson:

This is to notify you that the Federal Communications Commission (Commission) has
received the state of North Carolina’s annual consumer complaint log summary for the 12-month
period between June 1, 2002 and May 31, 2003.

Questions regarding the complaint log summaries should be directed to Erica Myers at
(202) 418-2429, (202) 418-0464 (TTY), Erica Mvers@fcc.gov.

Sincerely

B Ay 4

Thomas Chandler
Chief, Disability Rights Office
Consumer & Governmental Affairs Burcau

A B

CC DOCKET NO. 98-67



North Carolina

Department of Health and Human Services

Division of Services for the Deaf and the Hard of Hearing

319 Chapanoke Road, Suite 108 » 2301 Mail Service Center, Raleigh, NC 27699-2301

Tel: 919-773-2963 (Voice/TTY)

Michael F. Easley, Governor « Carmen Hooker Odom, Secretary o Linda Harrington, Director

June 24, 2003

Federal Communications Commission

Attn: Erica Myers

Consumer and Governmental A ffairs Bureau
445 12" Street SW, Room 6-A432
Washington, D.C. 20554

Re: Docket # 98-67

Dear Ms. Myers:

Enclosed you will find an original and four copies of North Carolina’s annual complaint log, annual
summary, annual tally report and a diskette for the 12 month period between June |, 2002 and May 31, 2003.

Should you have questions concerning the reports, please feel free to contact me at
Linda Nelson@ncmail.net or at 919-773-2974 TTY.

Thank you in advance for your support for our relay service for Deaf, Hard of Hearing. Deaf-blind and
Speech Impaired people.

Sincerely,
Linda K. Nelsun, Administrator
Telecommunications Access of North Carolina

Cc: Kendrick Fentress, Public Staff, NC Utilities Commission
Linda Harrington, DSDHH



=== Sprint.

Kevin W. Earp

Account Manager
3261 Atlantic Ave, Suite 200

Raleigh, NC 27604
(919) §75-1242 TTY

(919) 8780247 Fax

June 18, 2003

Linda Nelson
319 Chapanoke Road #108
Raleigh, NC 27603

Dear Linda :

Sprint has provided you the following information to support your filing with the FCC for
the State of North Carolina :

e Annual Complaint log includes the number of complaints received that allege a
violation of federal TRS minimum standards, the date of the complaint, the nature
of the complaint, the date of its resolution and an explanation of the resolution.

o Annual Summary includes total outbound calls, total complaints for the reporting
period June 2002 - May 2003, and percentage of complaints to total outbound
calls information.

« Annual Tally Report will be total complaints by category.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained
a log of all consumer complaints that allege a violation of the federal minimum standards
for Telecommunications Relay Services and is providing you with a summary to file with
the FCC. Please note that your state must file the Complaint and Summary logs
(attachments | and 2) and a report (attachment #3) that indicates the number of
complaints received for Sprint with the FCC by July 1, 2003 to the following address:

Atin: Erica Myers

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12th Street, SW, Room 6-A432
Washington, DC 20554

or by email at emyers@fcc.gov

For your reference, Sprint has included the FCC language requiring this action:



May 19, 2003 Order:

"The Federal Communications Commission’s Consumer & Governmental Affairs
Bureau reminds states and telecommunications relay services (TRS) providers that they
must submit their annual consumer complaint log summaries for the 12-month period
ending May 31, 2003, on or before July 1, 2003.

“To assist the Commission in monitoring the service quality of TRS providers, the
Commission requires interstate TRS providers and state TRS programs to maintain a log
of consumer complaints that allege violations of the federal TRS mandatory minimum
standards. These logs are intended to provide an early waming system to the
Commission of possible service quality problems. Additionally, this information allows
the Commission to determine whether a state or interstate TRS provider has appropniately
addressed consumer complaints and to spot national trends that may lend themselves to
coordinated solutions. It further enables states to communicate with one another to leamn
how other states are resolving complaints.

“Complaint log summaries should include information pertaining to complaints
received between June 1, 2002, and May 31, 2003, Complaint log summaries shall
include the number of complaints received that allege a violation of the federal TRS
mandatory minimum standards, the date of the complaint, the nature of the complaint, the
date of its resolution, and an explanation of the resolution. The Commission requires
that this information be included in the complaint log summary for the purpose of alerting
the Commission of possible service quality problems. The complaint log summary must
be filed with the Consumer & Governmental Affairs Bureau, Disability Rights Office.

“States and interstate TRS providers who choose to submit by paper must submit
an original and four copies of each filing on or before Tuesday, July 1, 2003. To expedite
the processing of complaint log summaries, states and interstate TRS providers are
encouraged to submit an additional copy to Attn: Erica Myers, Federal Communications
Commission, Consumer & Governmental Affairs Bureau, 445 12th Street, SW, Room 6-
A432, Washington, DC 20554 or by email at emyers@fcc.gov. States and interstate TRS
providers should also submit electronic disk copies of their complaint log summaries on a
standard 3.5 inch diskette formatted in an IBM compatible format using Word 97 or
compatible software. The diskette should be submitted in “read-only” mode and must be
clearly labeled with the State or interstate TRS provider name, the filing date and
captioned “Complaint Log Summary.”

“Filings can be sent by hand or messenger delivery, by commercial overnight
courier, or by first-class or overnight U.S. Postal Service mail (although we continue to
experience delays in receiving U.S. Postal Service mail). The Commission's contractor,
Vistronix, Inc., will receive hand-delivered or messenger-delivered paper filings for the
Commission's Secretary at 236 Massachusetts Avenue, N.E., Suite 110, Washington,
D.C. 20002. The filing hours at this location are 8:00 a.m. to 7:00 p.m. All hand



deliveries must be held together with rubber bands or fasteners. Any envelopes must be
disposed of before entering the building. Commercial overnight mail (other than U.S.
Postal Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive,
Capitol Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and
Priority Mail should be addressed to 445 12th Street, SW, Washington, D.C. 20554. All
filings must be addressed to the Commission's Secretary, Marlene H. Dortch, Office of
the Secretary, Federal Communications Commission, 445 12th Street, SW, Room TW-
A325, Washington, DC 20554.

“The filings and comments will be available for public inspection and copying
during regular business hours at the FCC Reference Information Center, Portals II, 445
12th Street, SW, Room CY-A257, Washington, DC 20554. They may also be purchased
from the Commission’s duplicating contractor, Qualex International, Portals I, 44512th
Street, SW, Room CY-B402, Washington, DC 20554, telephone (202) 863-2893,
facsimile (202) 863-2898, or via e-mail qualexint@aol.com. Filings and comments may
also be viewed on the Consumer & Governmental Affairs Bureau, Disability Rights
Office homepage at http://www.fce.gov/cgb/dro.

“To request materials in accessible formats for people with disabilities (braille,
large print, electronic files, auto format), send an e-mail to fce504@fcc.gov or call the
Consumer & Governmental Affairs Bureau at 202-418-0531 (voice), 202-418-7365 (tty).
This Public Notice can also be downloaded in Text and ASCII formats at
http://www.fce.gov/cgb/dro.

“For further information regarding this Public Notice, contact Erica Myers,
Consumer & Governmental Affairs Bureau, Disability Rights Office (202) 418-2429
(voice), (202) 418-0464 (TTY), or e-mail emyers@fcc.gov. "

Sprint will work with the state, as your partner in delivering additional information
required of all states and carriers. We are confident that our records and systems will
support any additional requirements, should they be ordered by the FCC.

This log period, running June 1, 2002 through May 31, 2003, contains a summary of the
total number of complaints received for each type of complaint on a month to month
basis and also provides totals for this twelve-month period.



Should you have any questions concerning this summary log, please contact your account
manager.

Best Regards,
Paul Rutowski Kevin Earp
Customer Relations Manager Sprint Account Manager

Attachment #1: Complaint Log Summary for Period of June 1, 2002 — May 31, 2003
Attachment #2: Summary of Complaints for Period of June 1, 2002 — May 31, 2003
Attachment #3: Annual Tally Report for Period of June 1, 2002 — May 31, 2003



Attachment # 2

Summary Log for June 1, 2002 - May 31, 2003
North Carolina Relay

For the penod of June 1, 2002 through May 31, 2003, Sprint processed more than 1,536,524
outbound calls on behalf of North Carolina Relay, receiving a total of 76 (< 0.001%) customer

complaints. All 76 complaints were filed with supervisors at one of the eleven Sprint TRS
centers. All of these complaints were resolved in a timely fashion. None of these 76 complaints
were escalated for action to the State of North Carolina or to the Federal Communications

Commission.



